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	[bookmark: bmStart]From:
	e-mail address

	To:
	e-mail address

	CC:
	e-mail address

	Sent:
	date

	Attachments:
	attachments

	Subject:
	product

	[bookmark: Text5]Dear name

Thank you for drawing these defects to our attention. I must say, however, that we have not had a single complaint about this particular model on the German market so far. Nevertheless I’ve already called the suppliers, who promised to investigate the complaints. The defect may only affect the batch that was supplied to you.

Your approach to dealing with complaints may be a bit more generous than ours. Naturally, it is essential 
to have the same standard of service as our competitors in the UK. However, we also require staff to react promptly, courteously and in a helpful way to every complaint. Of course, we ask the customer to provide detailed evidence for his claim. Depending on the particulars of the case we explain how the damage/defect might have happened or promise to investigate the problem and to make sure that it cannot occur again.

[bookmark: Text6]As an adjustment we offer either to repair the damage/defect, provided transport costs are not too high, 
or to exchange the faulty article for a faultless one. In specific cases we grant a price reduction, but not 
more than number %. Should the customer fail to agree to any of these solutions we refund the purchase price. 

Needless to say, we offer apologies in an attempt to retain the person’s custom.

I’m afraid it looks as if we will have to agree to name request for a refund. name may perhaps be prevailed upon to accept a slightly more expensive model in exchange for the same price.

Please keep the remaining product for the time being. But I should remove them from your showroom. 
I’ll send further instructions as soon as the suppliers have concluded their examination.

Kind regards
name
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